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MESSAGE FROM THE DIRECTOR 
 

Greetings from the North Shore Regional 911 Center (NSR911).  On behalf of our agency, I am pleased 
to present to you our 2020 Annual Report.   
 

2020 was certainly a unique year, to say the least.  Our agency, the communities we serve, and the 
public safety industry at large met unprecedented situations and circumstances.  In the face of a 
global pandemic, a volatile political scene, and an undulating social climate, our staff exemplified 
what it means to be emergency essential employees, and what it means to be public servants.  Not 
only did they report to work each day and deliver quality communication and dispatch services to our 
first responders and constituents, but they also successfully completed many high-level agency goals 
and objectives.  These projects contribute to our mission of representing the Commonwealth of 
Massachusetts, as a division of the State 911 Department, as a premiere regional communication 
center: a center of excellence. It could have been easy, and even acceptable, to sidebar any additional 
initiatives in order to cope with the day to day challenges that 2020 presented, but we were not going 
to stop moving forward.  We were not going to stop achieving.  We knew we could both survive and 
thrive. 
 

Some of the accomplishments you will read in this report include the creation of pandemic response 
policies and protocols; the training, support, and retention of employees, the creation and testing of 
a comprehensive Emergency Operations Plan; and outreach efforts geared to engage new potential 
member communities.  Equipped with our APCO accredited training program, NSR911 was able to 
provide our dispatchers with the necessary tools to handle calls and incidents related to the COVID-
19 pandemic.  Polices, protocols, guide cards, and databases were created and used for the 
processing and dispatching of emergency calls related to the pandemic.  Maintaining necessary 
staffing levels during a pandemic can present its own challenges, and yet NSR911 was able to not only 
accomplish this but also to yield its lowest percentage of employee turnover since opening its doors 
in 2013.  Programs, policies, and work-culture efforts aimed at supporting, training, and engaging 
staff yielded great success in employee retention in 2020.  We also created, implemented, and tested 
our Emergency Operations Plan, which includes a step-by-step Continuity of Operations Plan (COOP), 
robust operational go-kits, and detailed After Action Reports.  All of the aforementioned 
achievements were included in the onboarding information sessions we were pleased to deliver in 
2020, as well.  At these sessions, we presented potential new member communities with information 
on membership, which includes what it means to be part of our Center and the expectations and 
steps necessary to join.   
 

As we look to 2021, we continue to set our goals and objectives to align with our agency mission.  Our 
aspirations include securing accreditation, leading the industry in critical incident stress management 
(CISM) efforts for dispatch, and continuing to engage new communities in an effort to expand our 
Center.  The journey of a regional communications center in Massachusetts can be long, and often 
times challenging.  We are proud of the operational and administrative progress we have made, 
especially in 2020.  We look forward to 2021 and all that we can continue to accomplish.   
 
Thank you,  
 
Alyson Dell Isola, Director 
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MISSION, VISION, & VALUES 
 

Mission Statement 
The mission of the North Shore Regional 911 Center is to serve as the communications link 
between our member communitiesΩ citizens and their public safety agencies. 
 

Our Vision 
Its vision is to exceed national standards and best practices by providing high-tech, up-to-date 
911 services in the most fiscally reasonable method. 
 

Values 
× Caring 
× Supporting 
× Innovating 
× Serving 

 

 
Image 1: North Shore Regional 911 Center 



North Shore Regional 911 Center         3 
2020 Annual Report   

 

INTRODUCTION 
 

North Shore Regional 911 Center (also known as North Shore Regional Emergency 
Communications Center, or NSR911) is located in Middleton, Massachusetts.  NSR911 is a dual 
Public Safety Answering Point (PSAP, or operation that answers and directs 911 calls and requests 
for emergency assistance).  The center is a component of the State 911 Department operating 
under the Executive Office of Public Safety and Security for the Commonwealth of 
Massachusetts.  It was formed as a collaborative effort with the communities it serves. 
  
As a wireless PSAP, NSR911 answers and directs approximately 200,000 wireless 9-1-1 calls for a 
population of about 1.8 million residents originating in Essex County, most of Middlesex County, 
six towns in Worcester County, and all of Suffolk County, excluding Boston. This division covers 
over 955 square miles.  Additionally, NSR911 is also the alternate answering point for the State 
911 Department PSAP Operations Division 1 ς Framingham call center. 
  
On the regional side, the center answers and fully processes 9-1-1 calls for emergency assistance 
for five communities (Amesbury, Essex, Middleton, Topsfield, and Wenham, 
Massachusetts).  This includes radio dispatching units for police, fire, and EMS (emergency 
medical services) for these communities.  NSR911 also receives, directs, and otherwise processes 
related non-emergency calls for these communities. The member communities have a combined 
population of 42,505 and cover 65 square miles. 
 
Four advisory boards provide oversight of the center by member communities ς they include 
Police, Fire, Administrative, and Executive Advisory Board.   
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GOVERNANCE 
 

The North Shore Regional 911 Center is governed by an Intermunicipal Agreement (IMA).  This 
agreement is between the State 911 Department and each member community. Through the 
agreement, there are four governing advisory boards: Police, Fire, Administrative, and Executive. 
 
The Executive Advisory Board is comprised of the Chair of Administrative Advisory Board, three 
(3) at large members from the Administrative Advisory Board, the Chair of the Police Advisory 
Board, one (1) at large Member from the Police Advisory Board, the Chair of the Fire Advisory 
Board, and one (1) at large Member from the Fire Advisory Board.  The Executive Advisory Board 
advises the State 911 Department on the administration, budget, and operation of the North 
Shore RECC, including the admittance of new members, approving the annual operating and 
staffing plans, approving the details of the transition to a shared radio frequency system, and 
approving operating policies and procedures that govern the operations of the North Shore RECC. 
 
The Police and Fire Advisory Boards consist of the respective chiefs from each department. These 
boards advise the State 911 Department on operating policies and procedures for the operation 
of the Regional Emergency Communications Center.  
 
There is also an Administrative Advisory Board that is comprised of either the Mayor, Town 
Manager, or Town Administrator of each Member community. The Board advises the State 911 
Department on the budget and operation of the North Shore RECC.  
 

2020 Board Representatives 
 

Executive Advisory Board 
Police Representatives Chief Thomas Perkins, PAB Chair 

Chief William Scholtz, PAB At-Large Member 

Fire Advisory 
Representative 

Chief Jen Collins-Brown, FAB Chair 
Chief Dan Doucette, FAB At-Large Member 

Administrative 
Representative 

Brendhan Zubricki, AAB Chair 
Anthony Ansaldi, AAB At-Large Member 
Kassandra Gove, AAB At-Large Member 
Andrew Sheehan, AAB At-Large Member 

State 911 
Representatives 

Frank Pozniak, Executive Director 
Norm Fournier, Deputy Executive Director 
Alyson Dell Isola, NSR911 Director 
Christopher Ryan, NSR911 Deputy Director 
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Fire Advisory Board (FAB) 
Amesbury Chief Ken Berkenbush 

Essex Chief Daniel Doucette 

Middleton Chief Thomas Martinuk 

Topsfield Chief Jen Collins-Brown, Chairperson 

Wenham Chief Stephen Kavanaugh 

State 911 
Representatives 

Frank Pozniak, Executive Director 
Norm Fournier, Deputy Executive Director 
Alyson Dell Isola, NSR911 Director 
Christopher Ryan, NSR911 Deputy Director 

 

Police Advisory Board (PAB) 
Amesbury Chief William Scholtz 

Essex Chief Paul Francis 

Middleton Chief James DiGianvittorio 

Topsfield Chief Evan Haglund / Chief Neal Hovey 

Wenham Chief Thomas Perkins, Chairperson 

State 911 
Representatives 

Frank Pozniak, Executive Director 
Norm Fournier, Deputy Executive Director 
Alyson Dell Isola, NSR911 Director 
Christopher Ryan, NSR911 Deputy Director 

  

Administrative Advisory Board (AAB) 
Amesbury Mayor Kassandra Gove 

Essex Town Administrator Brendhan Zubricki, Chairperson 

Middleton Town Administrator Andrew Sheehan 

Topsfield Town Administrator Kevin Harutunian 

Wenham Town Administrator Anthony Ansaldi 

State 911 
Representatives 

Frank Pozniak, Executive Director 
Norm Fournier, Deputy Executive Director 
Alyson Dell Isola, NSR911 Director 
Christopher Ryan, NSR911 Deputy Director 

 
 

Agendas for each advisory board are posted on the centerΩǎ ǿŜōǎƛǘŜΦ  !ƭǎƻΣ ƻƴŎŜ ŀǇǇǊƻǾŜŘΣ 
meeting minutes are available for past meetings. 
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Image 2: Map depicting North Shore RECC Member Communities 
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HISTORY 
 

The idea for Essex County to establish a regional emergency dispatch center was first discussed 
among various communities as early as 2005. Initially, 23 communities expressed at least some 
level of interest in joining a potential regional endeavor. As the discussions progressed, many 
communities ultimately decided that the center would not serve their interests appropriately and 
decided to withdraw from the process. In December 2008, a grant application was filed with the 
state 9-1-1 department to establish a regional emergency communications center, which would 
later be known as the Essex Regional Emergency Communications Center or ERECC. At the time, 
13 communities (Beverly, Danvers, Essex, Hamilton, Ipswich, Manchester-by-the-Sea, 
Marblehead, Methuen, Middleton, North Andover, Swampscott, Topsfield, and Wenham) had 
filed letters stating their interest in participating. In March 2009, a grant of $6,800,000.00 was 
awarded for the establishment of the ERECC. 
 
Ultimately, six communities, Amesbury, Beverly, Essex, Middleton, Topsfield, and Wenham, 
decided to join the ERECC. Inter-Municipal Agreements (IMAs) were executed between the 
Sheriff's Department and the participating communities during 2010.  Amid much optimism and 
accolades from local and state officials in attendance, the ground was broken for the new ERECC 
facility in October 2011. The ERECC was touted as a significant step toward regionalization, which 
many proponents say increases efficiency, while simultaneously reducing costs. The new state-
of-the-art facility, which was outfitted with the latest technology, cost approximately 
$12,000,000 to build and outfit. The $6,980,000 funding for construction was provided by the 
Commonwealth of Massachusetts, as was additional money needed to equip and furnish the 
facility. Operational control and direction of the new facility were assigned to the Essex County 
Sheriff's Department (ECSD). The ERECC facility opened for business in June 2013. 
 
In late 2013, after entering into an agreement with the Commonwealth of Massachusetts, the 
ERECC began handling 9-1-1 cell phone calls (wireless calls) made throughout Essex County, 
thirty-two communities in Middlesex County, and three communities in Suffolk County.  
 
In January 2015, the City of Beverly, which had not yet transitioned to the ERECC, announced it 
was withdrawing.  In July 2017, the Amesbury City Council overwhelmingly approved a request 
by the city's mayor to leave the ERECC and return to locally-based dispatch operations.  
 
Throughout its infancy, member communities expressed concerns about the ŎŜƴǘŜǊΩǎ ƻǇŜǊŀǘƛƻƴǎ, 
call taking, dispatch times, communications, and miscommunications.  Many factors have 
contributed to ERECC's troubled history. One of the most significant issues was that unrealistic 
promises were made to every potential participant to try to encourage them to join.  As a result, 
the center is now actively pursuing a more standardized approach to operations. Efforts have 
been made to streamline policies and procedures across each town and discipline.  
 
Despite the challenges that it has, and continues to face, the ERECC has achieved some very 
positive distinctions that both current and potential participants should view in a very favorable 
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way. Most prominent among these positives is that in May 2016, it was announced the ERECC 
met the minimum training standards for the Association of Public Safety Communications 
Officials (APCO) International Agency Training Program Certification and was awarded 
certification. Public safety agencies use the APCO International Agency Training Program 
Certification as a formal mechanism to ensure their training programs meet the American 
National Standards Institute (ANSI) approved standard. The ERECC is the first dispatch center in 
Massachusetts, and just the second one in New England, to receive the certification, also known 
as APCO P33. The ERECC also became the second PSAP in Massachusetts to achieve the National 
Center for Missing and Exploited Children (NCMEC) Missing Kids Readiness Project partnership. 
It also became the first PSAP in Massachusetts to become a National Weather Service Weather-
Ready Nation Ambassador. 
 
In 2017 tƘŜ {ƘŜǊƛŦŦΩǎ 5ŜǇŀǊǘƳŜƴǘ ŎƻƴǘǊŀŎǘŜŘ ǿƛǘƘ aǳƴƛŎƛǇŀƭ wŜǎƻǳǊŎŜǎ LƴŎƻǊǇƻǊŀǘŜŘ όawLύ ǘƻ 
perform an audit of the operations, management, and finances of the ERECC.  This report was 
finalized in February 2018.  Within the report, MRI made 125 recommendations.  These 
recommendations covered various topics like stakeholder perceptions, governance, 
organizational structure, and management, operations and finances, facility and equipment, 
benchmarking, and comparative analysis.  
 
NSR911 became the alternate public safety answering point (PSAP) for the State 911 
5ŜǇŀǊǘƳŜƴǘΩǎ t{!t hǇŜǊŀǘƛƻƴǎ 5ƛǾƛǎƛƻƴ ς 1 (POD-1), Framingham on June 15, 2018.  As an 
alternate PSAP, NSR911 would temporarily receive 911 calls whenever the primary PSAP is 
unable to do so (e.g., the center is overwhelmed with 911 calls, it has to evacuate, or due to a 
network failure that impacts connectivity). 
 
On July 1, 2019, the management and operations of the center transitioned from the Essex 
/ƻǳƴǘȅ {ƘŜǊƛŦŦΩǎ 5ŜǇŀǊǘment to the State 911 Department.  Within this transition, the State 911 
5ŜǇŀǊǘƳŜƴǘ ŀƎǊŜŜŘ ǘƻ Ŧǳƭƭȅ ŦǳƴŘ ǘƘŜ ƻǇŜǊŀǘƛƻƴ ŀƴŘ ǊŜƭƛŜǾŜ ǘƘŜ {ƘŜǊƛŦŦΩǎ 5ŜǇŀǊǘƳŜƴǘ ŦǊƻƳ 
operational oversight.  Additionally, the organization'ǎ ƴŀƳŜ ƻŦŦƛŎƛŀƭƭȅ ŎƘŀƴƎŜŘ ǘƻ ǘƘŜ άbƻǊǘƘ 
{ƘƻǊŜ wŜƎƛƻƴŀƭ фмм /ŜƴǘŜǊέ ƻǊ b{wфммΦ 
 
NSR911 successfully became an alternate PSAP for the City of Methuen on January 3, 2020.  As 
an alternate PSAP, NSR911 would temporarily receive 911 calls whenever the primary PSAP is 
unable to do so (e.g., the center is overwhelmed with 911 calls, it has to evacuate, or due to a 
network failure that impacts connectivity). 
 
The last piece of transitioning occurred on July 2, 2020, through legislation.  Chapter 113 of the 
Acts of 2020 called for transferring the employees of the North Shore Regional 911 Center from 
ǘƘŜ 9ǎǎŜȄ /ƻǳƴǘȅ {ƘŜǊƛŦŦΩǎ hŦŦƛŎŜ ǘƻ ǘƘŜ {ǘŀǘŜ фмм 5ŜǇŀǊǘƳŜƴǘ.  A Memorandum of Agreement 
was executed between the Commonwealth of Massachusetts and the Alliance, AFSCME-SEIU 
Local 888 AFSCME, Council 93, which amongst other things, changed employees' job titles to 
Public Safety Dispatcher, reclassified the titles within their job specification and set forth a salary 
structure. Both the transfer and reclassification were effective Monday, July 19, 2020.  
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Image 3: Map of Wireless Service Area - as of July 2019 
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ADMINISTRATION 
Human Resources 
 

Authorized Strength 
Personnel 
Allocation 

 2019 
Staffing 

Director 1 

Deputy Director 1 

Operations Manager 1 

Training and QA Coordinator (D3) 1 

Supervisor (D2) 6 

Telecommunicator (D1) 25 

Vacant Positions (6- TC & 3 
Supervisor) 

9 

TOTAL 44 

 

Recruitment 
The center has established an extensive hiring and recruitment process.  Candidates are required 
to undergo a multi-tasking test, oral board interview, psychological screening, drug and hearing 
tests, and submit to an extensive background investigation.  To seek the most qualified 
candidates, the center regularly advertises vacancies through social media, in industry 
publications, and on the ǎǘŀǘŜΩǎ employment website. 
 

Selection 
In 2020, the center performed a hiring campaign and hired a total of four (4) employees.   
 

Promotion 
Katrina Shamshak was promoted from Supervisor to Training and QA Coordinator (D3) on 
September 13, 2020. 
 

Service Milestones 
The following employees celebrated significant milestones of employment during the calendar 
year 2020: 
 
Retirements: 

Denise Hoyle, Telecommunicator 
 
5 Years of Service: 

Alyson Dell Isola, Director  
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Employee Turnover 
Exit interviews are conducted with employees who voluntarily leave NSR911. This is an essential 
ǘƻƻƭ ǳǎŜŘ ǘƻ Ŧǳƭƭȅ ǳƴŘŜǊǎǘŀƴŘ ǘƘŜ ŜƳǇƭƻȅŜŜΩǎ ŜȄǇŜǊƛŜƴŎŜ ǿƘƛƭŜ ǘƘŜȅ ǿƻǊƪŜŘ ŦƻǊ NSR911. Data 
collection and analysis help identify individual problems versus an emerging trend and identify 
issues systemic to the organization or reflective of a business unit. This information is reported 
regularly, and appropriate action is taken as needed. 
 
The table below provides a 5-year snapshot of employee turnover at NSR911. 
 

Reason CY16 CY17 CY18 CY19 CY20 

Terminated 1.92% 3.85% 1.92% 11.36% 0.00% 

Resigned in Lieu of Termination 5.77% 1.92% 1.92% 4.55% 2.27% 

Pursue Other Dispatch Job 5.77% 5.77% 9.62% 0.00% 4.55% 

Pursue Law Enforcement Job 7.69% 1.92% 3.85% 0.00% 0.00% 

Retirement 0.00% 1.92% 0.00% 4.55% 2.27% 

Seek other Employment 21.15% 17.31% 7.69% 4.55% 4.55% 

Transfer to ECSD 0.00% 1.92% 0.00% 0.00% 0.00% 

TOTALS 42.31% 34.62% 25.00% 25.00% 13.64% 
 

 
 

 

Absenteeism Rate 
As identified through Administrative Key Performance Indicators (KPIs), the center evaluates its 
absenteeism rate as compared against the average ōȅ άtǳōƭƛŎ {ŜŎǘƻǊΣ {ǘŀǘŜ DƻǾŜǊƴƳŜƴǘ 9ƳǇƭƻȅŜŜǎ,έ 
according to the Bureau of Labor Statistics.  NSR911Ωǎ objective is to have a rate of less than 3.4% annually.  
For the calendar year 2020Σ b{wфммΩǎ ǊŀǘŜ ǿŀǎ 2.65%. 
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Organizational Chart 
 

 
Image 4: Organizational Chart 
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OPERATIONS 
 
Staffing 
North Shore Regional 911 Center Telecommunicator staff consists of Supervisors, Radio 
Dispatchers, and Wireless Call Takers.  All Supervisors and Telecommunicators work a 4 and 2 
ǊƻǘŀǘƛƴƎ ǎŎƘŜŘǳƭŜΦ ¢ŜƭŜŎƻƳƳǳƴƛŎŀǘƻǊǎ ό¢/ǎύ ƻǇŜǊŀǘŜ ŀŎǊƻǎǎ ǘƘǊŜŜ ǎƘƛŦǘǎΥ ά!έ ǎƘƛŦǘ ŦǊƻƳ нопр ς 
лумр όƻǾŜǊƴƛƎƘǘύΣ ά.έ {ƘƛŦǘ ŦǊƻƳ лтпр ς 1615 (day)Σ ŀƴŘ ά/έ {ƘƛŦǘ ŦǊƻƳ мрпр ς 0015 
(evening).  b{wфмм {ǳǇŜǊǾƛǎƻǊȅ ¢ŜƭŜŎƻƳƳǳƴƛŎŀǘƻǊǎ ŀƭǎƻ ƻǇŜǊŀǘŜ ŀŎǊƻǎǎ ǘƘǊŜŜ ǎƘƛŦǘǎΥ ά!έ ǎƘƛŦǘ 
from 2245 ς лтмрΣ ά.έ ǎƘƛŦǘ ŦǊƻƳ лспр-мрмрΣ ŀƴŘ ά/έ {ƘƛŦǘ ŦǊƻƳ мппр-2315. 
 
Staffing patterns and levels are determined by Management and Scheduling Coordinators based 
on data derived from several sources, including historical call volume, weather patterns, and 
ƻǊƎŀƴƛȊŜŘ ŜǾŜƴǘǎΦ ¢ƘŜ ƴǳƳōŜǊ ƻŦ ¢/Ωǎ ǇŜǊ ǎƘƛŦǘ Ŏŀƴ ƛƴŎǊŜŀǎŜ ƻǊ ŘŜŎǊŜŀǎŜ ŘŜǇŜƴŘƛƴƎ ƻƴ ǘƘŜǎŜ 
factors.  Often staffing may be inŎǊŜŀǎŜŘ ŘǳǊƛƴƎ ǘƘŜ άǇŜŀƪέ ǎŜŀǎƻƴ ƻŦ ǎǳƳƳŜǊΣ ŦƻǊ ǎǇŜŎƛŀƭ ŜǾŜƴǘǎ 
(e.g., 4th ƻŦ WǳƭȅΣ bŜǿ ¸ŜŀǊΩǎ 9ǾŜΣ ŜǘŎΦύ ƻǊ ƛǎƻƭŀǘŜŘ ǿŜŀǘƘŜǊ ŜǾŜƴǘǎΣ ǎǳŎƘ ŀǎ ǿƛƴǘŜǊ ǎƴƻǿǎǘƻǊƳǎΦ  
 
On average, for the Wireless function during B and C shifts, the staff includes three (3) wireless 
call takers, supported if necessary, by the on-duty Supervisor. For the A shift (overnight), staffing 
is set at two (2) wireless call takers and the on-duty Supervisor.  For the Regional function, all 
three shifts, A, B, and C shifts, are set at four (4) radio dispatchers and the on-duty Supervisor. 
¢Ƙƛǎ ȅƛŜƭŘǎ ŀ ǘƻǘŀƭ ƻŦ т ¢/Ωǎ ŀƴŘ ƻƴŜ {ǳǇŜǊǾƛǎƻǊ ƻƴ . ŀƴŘ / ǎƘƛŦǘǎΣ ŀƴŘ р ¢/Ωǎ ŀƴŘ ƻƴŜ {ǳǇŜǊǾƛǎƻǊ 
on the A (overnight) shift.  Each shift always has one scheduled on-duty Supervisor. 
 

Shift Regional TCs Wireless TCs Supervisors 

A 3 2 1 

B 4 3 1 

C 4 3 1 

 
Terminal Agency Coordinator 
Supervisor Alexander McKeon serves as the Terminal Agency Coordinator for NSR911, and 
Supervisor Todd Owen is the Alternate Terminal Agency Coordinator.  The Terminal Agency 
Coordinator (TAC) is an individual designated by the Director of NSR911 to serve as a liaison 
between the agency and the Commonwealth.  The TAC assumes the responsibility of ensuring 
compliance with Commonwealth and NCIC policies and regulations, as well as displaying 
knowledge about the telecommunications system and the general operation of the terminal 
equipment. 
 
In August 2020, the Massachusetts Department of Criminal Justice Information Services (DCJIS) 
performed its triennial audit of b{wфммΩǎ ǊŜŎƻǊŘǎΦ  b{wфмм ǎǳŎŎŜǎǎŦǳƭƭȅ passed the audit and 
complies with all of DCJISΩs mandatory requirements. 
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During the calendar year 2020, the center assisted in the verification of the following records: 
 

 Amesbury Essex Middleton Topsfield Wenham TOTAL 

 Stolen Article 0 0 0 0 0 0 

Stolen Gun 6 9 4 7 5 31 

Stolen Plate 10 2 5 0 0 17 

Stolen Vehicle 1 0 1 0 0 2 

Missing Person 0 0 1 0 1 2 

Wanted Person 2 0 0 4 1 7 

TOTAL 19 11 11 11 7  
 

SPECIALIZED ASSIGNMENT REVIEW 
Accreditation Manager ς The agency has designated a ǎǳǇŜǊǾƛǎƻǊ ǘƻ ŀŎǘ ŀǎ ǘƘŜ b{wфммΩǎ 

accreditation manager.  The agency seeks to be accredited by the Commission on Accreditation 

for Law Enforcement Agencies ό/![9!ύΦ  ¢ƘŜ ŀŎŎǊŜŘƛǘŀǘƛƻƴ ƳŀƴŀƎŜǊ ƻǾŜǊǎŜŜǎ ǘƘŜ ŀƎŜƴŎȅΩǎ 

policies to ensure compliance with CALEA standards.  Once NSR911 is able to meet CALEA 

standards, this individual will work with CALEA to undergo a review and pursue accreditation. 

CAD Administrator ς A supervisor acts as the CAD Administrator for NSR911.  This individual is 

responsible for ensuring that the system is functioning correctly and to coordinate/assist each 

police and fire department to ensure their systems are also working correctly. 

GRIEVANCES 
During 2020, there were no grievances filed against NSR911. 
 

  



North Shore Regional 911 Center         15 
2020 Annual Report   

 

COMMUNITY INVOLVEMENT & PUBLIC EDUCATION 
Police IT User Group ς Each police department has delegated an officer to participate in an 
Informational Technology user group with NSR911.  Meetings in 2020 were made difficult due to 
COVID-19 but were back on track in September of 2020 through remote settings.  During these 
meetings, users are generally provided an agenda where NSR911 goes over important action 
items on CAD/RMS and IT-related projects.  In 2020, the user groups worked on projects such as 
data conversion, multiple CAD upgrades, NSR ticketing system, and Field Ops. 
 

Fire IT User Group ς Each fire department has delegated a firefighter to participate in an 
Informational Technology user group with NSR911.  Meetings in 2020 were made difficult due to 
COVID-19 but were back on track in September of 2020 through remote settings.  During these 
meetings, Users are generally provided an agenda where NSR911 goes over important action 
items on CAD/RMS and IT-related projects.  In 2020 the user groups worked on projects such as 
data conversion, multiple CAD upgrades, NSR ticketing system, Field ops, Zetron station alerting, 
and the Zoll electronic Patient Care Reporting (ePCR) system. 
 

911 Center Tours & Speaking Engagements 
Due to the COVID-19 pandemic, NSR911 did not conduct any tours or speaking engagements. 

 

Topsfield Public Safety Committee ς Members of NSR911 continue to participate in the town of 
¢ƻǇǎŦƛŜƭŘΩǎ tǳōƭƛŎ {ŀŦŜǘȅ /ƻƳƳƛǘǘŜŜΦ  ¢Ƙƛǎ has proved to be an excellent opportunity to liaise with 
members of various departments for one of the communities we serve.  It has also provided us 
with information about upcoming events and how they are being planned. 
 
On January 30, 2020, the Deputy Director joined the Towns of Topsfield, Middleton, Ipswich, 
Boxford, and Newburyport in a Tabletop Exercise on Emerging Infectious Diseases or EIDs.  The 
purpose of this exercise was to work on coordination and communication between the Board of 
Health and Emergency personnel.  Little did we know that we would experience a real-life use of 
this just a few months later. ! ǊŜǾƛŜǿ ƻŦ ǘƘŜ ¢ƻǿƴΩǎ 9ƳŜǊƎency Dispensing Site (EDS) Action Plan 
also occurred.  The plan addressed many of the logistical concerns that would come up during an 
activation of the EDS site.  
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Social Media ς NSR911 maintains an active social media presence on Facebook, Twitter, and Instagram.  
We strive to keep visitors up to date with notable activity either at our center, in a member community, 
or in other areas of interest to public safety and 911.  As of December 31, 2020, there were 1,184 followers 
ƻƴ ǘƘŜ ŘŜǇŀǊǘƳŜƴǘΩǎ CŀŎŜōook page, 568 followers on Twitter, and 174 on Instagram. 

 
Critical Incident Stress Management ς NSR911 participates in the North 
{ƘƻǊŜ κ bƻǊǘƘŜŀǎǘŜǊƴ aŀǎǎŀŎƘǳǎŜǘǘǎ [ŀǿ 9ƴŦƻǊŎŜƳŜƴǘ /ƻǳƴŎƛƭΩǎ 
όb9a[9/ύ /ǊƛǘƛŎŀƭ LƴŎƛŘŜƴǘ {ǘǊŜǎǎ aŀƴŀƎŜƳŜƴǘ ό/L{aύ ¢ŜŀƳΦ  ¢Ƙƛǎ team 
started as the North Shore Police & Dispatchers CISM Team and has 
ǎƛƴŎŜ ōŜŎƻƳŜ ǇŀǊǘ ƻŦ b9a[9/Φ  ¢Ƙƛǎ ǘŜŀƳ Ƴŀȅ ōŜ ŎŀƭƭŜŘ ƻǳǘ ǘƻ ǇǊƻǾƛŘŜ 
full incident debriefings or to help defuse a situation. Chief Thomas 
Griffin from Peabody Police Department is the Control Chief in Charge 
ƻŦ ǘƘŜ ǳƴƛǘΦ 5ǳǊƛƴƎ нлнлΣ b{wфмм ƳŜƳōŜǊǎ ǇŀǊǘƛŎƛǇŀǘŜŘ ƛƴ ŦƛǾŜ ό5) call 
outs.   
 

TRAINING & QUALITY ASSURANCE 
 
Initial Training 
NSR911 Staff is required to undergo certification, as well as continuing education training.  Newly 
hired personnel are required by the Massachusetts State 911 Department to complete 88 hours 
of certification training, including a Public Safety Telecommunicator Course, Emergency Medical 
Dispatch certification, Cardiopulmonary Resuscitation (CPR), and certification in the emergency 
call answering software.  In addition to the certification requirements, new Telecommunicators 
must also complete an NSR911 specific training program.  This program includes 56 hours of 
classroom courses focusing on Computer-Aided Dispatch software, local geography, ethics, and 
incident command system (ICS) training.  Wireless Telecommunicators are then required to 
complete 80 hours of on the job training on wireless call taking.  Regional Dispatchers must 
complete the 80 hours of wireless call taking, as well as another three to four months of 
emergency dispatch on-the-job training.  This includes more in-depth CAD usage, as well as radio 
and dispatch protocol, policy, and procedure as they relate to the member communities.    
 
Continuing Education 
Existing employees are also required to participate in NSR911Ωǎ continuing education program.  
To maintain state certification, Telecommunicators must complete a documented 16 hours of 
continuing education training, as well as an additional 12 hours of EMD continuing education 
each year.  NSR911 Telecommunicators also complete 12 hours of online con-ed training (1 hour 
per month) as well as 8 hours of weekly scenarios and simulation-style training to maintain 
essential knowledge and skillsets. 
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Training Report 2020 
 
EMD Training 

EMD Standards 
Transition to NG911 
The Resilient Telecommunicators 
Promotions without Degrees 
What You Can Do for your 
Association 
High Performance 
Engaging at APCO 2020 
Maximizing your ROI by Attending 
APCOS Conference 
Muddy Footprints All over your 
Network 
Cultural Impact of COVID-19 
Coping With a 911 Outage 
Utility Failure   
 

In-service Training 
Hit Confirmations 
ALI/Mapping Discrepancies 
911 Text Calls 
When a PSAP is unable to Answer 
Call Trace 
Rapid SOS Emergency Profile 
Location w/in Location 
School Radios 
Ford Assist 
Responses to South Hampton 
Exit Renumbering 
Hysterical Callers 
Updating Responders 
COVID Procedures 
Rapid SOS Clearinghouse 
Handling Different Types of Callers 
Call Clarifications 
New Call Natures 
Open Line 911 Calls 
Active Assailant            
MSP Locations 
MSP Roadways 

Beverly Airport Responses 
Wireless Calls on Waterways 
Location, Location, Location 
Officer Safety 
Call Transfer Introduction 

 

Conferences, Workshops, and 
Seminars: 

Best Practices of a Successful CTO  
Dispatch Legal Issues  
A Victim's Plea  
Leadership in the 911 Center  
Hope in the Midst of Chaos  
Tactical Dispatch  
Active Shooter   
Dynamics of Domestic Violence  
Avoiding Burnout in a Challenging Work 
Environment  
Testifying in Court for Public Safety 
Dispatchers & Call Takers  
911 Operator Strength in Crisis  
Difficult Conversations  
Massachusetts Telecommunicators 
Training Summit  
Building 911 Life Bridges  
Human Trafficking Preparedness For 
The 9-1-1 Professional  
Seabrook Station Training 
Fire Services 
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Hours spent training: 
aƻƴǘƘƭȅ 9a5 ¢ǊŀƛƴƛƴƎΥ 420  
In-{ŜǊǾƛŎŜ ¢ǊŀƛƴƛƴƎΥ 1,209  
/ƻƴŦŜǊŜƴŎŜǎΣ ²ƻǊƪǎƘƻǇǎΣ ŀƴŘ {ŜƳƛƴŀǊǎΥ  1,103 
New Hire Academy & On-the-Wƻō ¢ǊŀƛƴƛƴƎΥ 4,416 
¢ƻǘŀƭ IƻǳǊǎ ƻƴ ¢ǊŀƛƴƛƴƎ ƛƴ нлнлΥ 7,148 

 
In-House Training Instructor 
We are fortunate to have employees certified to teach the following courses:  
ω APCO Emergency Medical Dispatch  
ω APCO Public Safety Telecommunicator  
ω APCO Certified Training Officer  
ω APCO Communications Center Supervisor  
ω APCO Fire Services  
ω ALICE Active Shooter  
ω CPR- 1 Supervisor and 2 TCs Certified   

 
Employee Recognition Programs 
In 2020 the agency implemented ŀƴ άŜƳǇƭƻȅŜŜ ƻŦ ǘƘŜ ƳƻƴǘƘέ ǎǘȅƭŜ ǇǊƻƎǊŀƳΦ  9ŀŎƘ ƳƻƴǘƘ 
Supervisors participate in a survey to vote for their selections for Regional Dispatcher and 
Wireless Call Taker of the month.  In addition, TCs vote to select a stand out Supervisor each 
month.  Criteria include technical performance, disposition and contributions to workplace 
culture.   Selected employees are presented with a certificate and highlighted in the monthly 
training newsletter. 
  
In August 2020 the High Five Recognition Program was implemented. Each time a TC earns a 
kudos or a shout out for a daily task they earn points. The points are accumulated quarterly and 
the top three winners are picked at the end of each quarter. Winners are granted rewards such 
as extended break times, dress down days, and the ability to select their position assignment for 
the week. 
 
Scholarships 
Training and Quality Assurance Coordinator Katrina Shamshak was awarded two scholarships 
during 2020: (1) the Massachusetts PSAP Leadership Scholarship, and (2) the APCO Atlantic 
Blesso Scholarship.  The Massachusetts Leadership Scholarship is funded by the State 911 
Department and is invested in helping telecommunicators develop their careers towards 
supervisory and management.  Shamshak plans on attending the Communications Center 
Manager (CCM) course.  This course involves two 6-day pieces of training and an online 
component.  The James F. Blesso Scholarship is funded by APCO Atlantic to develop its members and 
invest in the future.  It is open to all members of the APCO Atlantic Chapter and is competitively awarded.  
Shamshak has opted to use this scholarship towards achieving her RPL (Registered Public-Safety Leader) 
Certification and will begin that in February 2021. 
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Performance Evaluation Review Committee 
After completing two rounds of performance reviews a survey was conducted looking for 
feedback on the process. From that, a committee of regional and wireless TCs, as well as 
supervisors, was comprised to overhaul the forms and make edits. For months, each page was 
combed over, and changes were made to the existing forms. 
 
Quality Assurance / Quality Improvement (QA/QI Program) 
The Emergency Communications Center operates a Quality Assurance Program that is overseen 
by Training and Quality Assurance Coordinator Katrina Shamshak.  The program is designed to 
meet the standards recommended by the APCO International Standards Development 
Committee and approved by the American National Standards Institute. The core principle of the 
quality assurance program is:   
ω To provide a quality assurance evaluation that assures citizens are consistently 

receiving the quality of service they expect and deserve from the North Shore 
Regional 911 Center.   

ω The QA program address three key areas of employee performance:   
o Adherence to procedures, call quality, and job knowledge.   

ω The principal features of the QA application include:   
o A review of at least 3% of all calls for service.   
o All cases involving catastrophic loss and/or high acuity are reviewed.   

ω Operational reports will be available to review the overall performance of individuals 
and the performance of the department to develop relevant training.   

ω Key Performance Indicators are available to track the effectiveness of the QA 
program. 

 
The focus of the Quality Assurance & Quality Improvement (QA/QI) program is evaluating 
telecommunicator and dispatcher strengths as well as identifying areas for improvement. The QA/QI 
program is not meant to criticize errors, but to constructively review individual efforts, to recognize if 
complacency is creeping into our work, and find areas in which we can improve. Our comprehensive 
QA/QI programs include a random review of calls received/processed and dispatches of police, fire, and 
EMS resources. Up until October, Supervisors were solely responsible for regularly monitoring, reviewing, 
and evaluating performance. In September, a Training and Quality Assurance Coordinator was appointed 
and responsible for conducting reviews.  All quality assurance checks are reviewed with individual 
employees. The Training and Quality Assurance Coordinator ensures all appropriate review, training, and 
remediation is provided when a need is identified.  During 2020, NSR911 maintained an average of 95.6% 
protocol compliance. Our goal remains to deliver the best possible service to the citizens and visitors of 
those agencies we serve. 
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Benchmarking Standards 
NSR911 has strict guidelines on how rapidly calls are to be answered and subsequently 
dispatched.  The guidelines follow applicable national standards, where available.  In the event 
that no national standard exists, the center has created an internal standard that it seeks to 
comply with. 
 
Compliance is tracked and reported, and any perceived issues are addressed between the 
telecommunicator and supervisor, as well as during operation and training meetings to discuss 
overall operational performance.   
 
The standards NSR911 adheres to are as follows:  
 

1. Ring-to-Pickup Time 
 

a. The National Emergency Number Association has adopted the NENA 56-005 
standard, which discusses how long a call should ring before it is answered by a 
telecommunicator.  The standard says the center should answer 95% of all calls at 
any time within 20 seconds and 90% of all calls ŘǳǊƛƴƎ ǘƘŜ άōǳǎȅ ƘƻǳǊέ ǿƛǘƘƛƴ мл 
seconds. 
 

2. Pickup-to-Dispatch 
 

a. The National Fire Protection Association has adopted the NFPA 1221 standard for 
tracking the amount of time it takes to dispatch a call based on when the 
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telecommunicator answers the call. The standard states that 90% of calls should 
be processed within 90 seconds and 99% of these calls within 120 seconds.  There 
is no such standard for police calls.  NSR911 has established an internal standard 
stating that 80% of calls should be processed within 90 seconds and 80% of calls 
within 120 seconds for both fire and police priority 1 calls.  However, in 2019 
NSR911 is aspiring to achieve the NFPA 1221 standard of 90% within 90 seconds. 

 

Ring-to-Pickup Performance 
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Pickup-to-Dispatch Performance 
 

 
 
 

 
 
 

 
  


















































